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DETAILED ACTION 

Continued Examination Under 37 CFR 1.114 

1 . A request for continued examination under 37 CFR 1.114, including the fee set 
forth in 37 CFR 1.17(e), was filed in this application after final rejection. Since this 
application is eligible for continued examination under 37 CFR 1.114, and the fee set 
forth in 37 CFR 1 .17(e) has been timely paid, the finality of the previous Office action 
has been withdrawn pursuant to 37 CFR 1.114. Applicant's submission filed on 
12/26/07 has been entered. 

Status of Claims 

2. Due to communications filed 1 2/26/07, the following is a final office action. 
Claims 1-19 are pending in this application and have been examined on the merits. The 
previous rejection has been maintained. 

Claim Rejections - 35 USC § 102 

3. The following is a quotation of the appropriate paragraphs of 35 U.S.C. 1 02 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(e) the invention was described in (1 ) an application for patent, published under section 1 22(b), by 
another filed in the United States before the invention by the applicant for patent or (2) a patent 
granted on an application for patent by another filed in the United States before the invention by the 
applicant for patent, except that an international application filed under the treaty defined in section 
351(a) shall have the effects for purposes of this subsection of an application filed in the United States 
only if the international application designated the United States and was published under Article 21(2) 
of such treaty in the English language. 

4. Claims 1 -1 9 are rejected under 35 U.S.C. 1 02(e) as being anticipated by 
Anderson et al (US 7,046,789). 

As per claim 1 , Anderson et al discloses: 
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a first storing step of storing, by a management terminal that manages said 
representatives, representative information indicating a plurality of representatives who 
are in charge of an organization that a user belongs to, (Col. 18, lines 9-15, establishing 
call center resource data corresponding to a plurality of different resources where 
resources are analogous to representatives, w/ col. 18, lines 48-51 , shows resource 
category includes individual agents. In this case, storing is inherent since a the system 
is computer-implemented, and information must be stored on a computer in order for it 
to be processed), and selection information indicating a selected representative who is 
selected from a plurality of representatives by the user, (Col. 18, lines 34-36, receiving 
selections of selected statistic display options corresponding to resource categories, 
where resources include agents as shown in col. 6, lines 36-42); 

a screen generating step of generating, by said management terminal, data of a 
first screen which indicates the selected representative that the selection information 
indicates, (Col. 18, lines 37-40, obtaining as a result of selected display options), where 
it is possible for the user to select on the screen, another representative than said 
selected representative, from said plurality of representatives that the representative 
information indicates, (Col. 17, lines 39-42, multiple statistics or screens can be opened 
simultaneously); 

a screen sending step of sending, by said management terminal, data of said first 
screen to a user terminal operated by the user; and a displaying step of displaying, by 
said user terminal, the first screen by using the provided data of the first screen, (Col. 
18, lines 41-43, displaying). 
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As per claim 2, Anderson et al discloses: 

an information sending step of sending, by the user terminal, representative 
change information indicating said another representative selected by the user to the 
management terminal, in a case where the user selects said another representative on 
the first screen, (Col. 8, lines 6-9, selection of one or more resources assigned to new 
profile); and 

an updating step of updating, by the management terminal, the selection 
information, using the provided representative change information, and by this, setting 
said another representative that the user selected, as a newly selected representative, 
(col. 98, lines 24-36, modifications saved and applied to all resources applied to that 
relationship). 

As per claim 3, Anderson et al discloses: 

wherein the first screen is for displaying information of merchandise, which the 
management terminal provides, (Col. 18, lines 48-51, call tables, which can actually be 
physically manufactured in a call center setting since these can be put together by 
hand, and are therefore analogous to merchandise in a call center setting). 

As per claim 4, Anderson et al discloses: 

wherein the first screen is for inputting contact content to the selected 
representative from the user, and indicates the selected representative as a contact 
destination, (Col. 21, lines 15-16, shows [in response to] user input for call center 
resource data, where a call center manages contacts as shown in col. 18, lines 9-12). 

As per claim 5, Anderson et al discloses: 
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a first providing step of providing contact content that the user input in the first 
screen, by said user terminal, to the management terminal, (Col. 21, lines 15-36, 
relationship manager for accessing call center resource data); and 

a second providing step of providing, by the management terminal, the provided 
contact content to the selected representative, (col. 22, lines 16-19, providing call center 
resources to a user, which leads a user to take action, w/ col. 9, lines 3-6, message sent 
to agent is part of user action). 

As per claim 6, Anderson et al discloses: 

Further comprising an information sending step of sending, by the user terminal, 
contact destination change information indicating said another representative that the 
user selected, to the management terminal, in a case where the user selects another 
representative on the first screen, wherein the second providing step comprises a step 
of providing the contact content, by the management terminal, to said another 
representative that the contact change information indicates, (Col. 8, lines 6-9, selection 
of one or more resources assigned to new profile, w/col. 98, lines 24-36, modifications 
saved and applied to all resources applied to that relationship). 

As per claim 7, Anderson et al discloses: 

wherein the second providing step comprises a step of providing contact content 
from the user, by e-mail, (Col. 9, lines 7-8, Email notification). 
As per claim 8, Anderson et al discloses: 
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a second storing step of storing, by the management terminal, user information 
concerning a plurality of users who belong to said organization, (Col. 1 , lines 57-58, 
stores information pertaining to customer); and 

a notifying step of notifying, by the management terminal, change of 
representative to each of the plurality of users that the user information indicates, in a 
case where at least one of the plurality of representatives who are in charge of the 
organization changes, (Col 6, lines 53-62, generic actions in response to change in call 
center, where it is shown that an Email notification is a generic action in Col. 22, lines 
12-13). 

As per claim 9, Anderson et al discloses: 

wherein the notifying step comprises a step of notifying each of the plurality of 
users of the change of representative, by the management terminal sending e-mail 
indicating the change of the representative to each of the plurality of users, (Col. 22, 
lines 12-13, Email notification). 

As per claim 10, Anderson et al discloses: 

a memory, which stores representative information indicating a plurality of 
representatives who are in charge of an organization that a user belongs to, (Col. 
18, lines 9-15, establishing call center resource data corresponding to a plurality of 
different resources where resources are analogous to representatives, w/ col. 18, lines 
48-51 , shows resource category includes individual agents. In this case, the memory is 
inherent since a the system is computer-implemented, and information must be stored 
on a computer in order for it to be processed), and selection information indicating a 
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selected representative who is selected from the plurality of representatives by the 
user; (Col. 18, lines 34-36, receiving selections of selected statistic display options 
corresponding to resource categories) 

a screen generating unit that generates data of a first screen, which 
displays the selected representative that the selection information indicates, (Col. 18, 
lines 37-40, obtaining as a result of selected display options), and which is possible for 
the user to select another representative than said selected representative on the 
first screen, (Col. 17, lines 39-42, multiple statistics or screens can be opened 
simultaneously); and 

a screen sending unit which sends data of the first screen to a user 
terminal that the user uses, so that the first screen is displayed on the user terminal, 
(Col. 18, lines 41-43, displaying). 

As per claim 1 1 , Anderson et al discloses: 

Further comprising an updating unit, which updates the selection 
information, using representative change information provided from the user 
terminal indicating said another representative that the user selected, (Col. 8, lines 6-9, 
selection of one or more resources assigned to new profile), and by this, sets said 
another representative that the user selected as a newly selected representative, in a 
case where the user selects said another representative on the first screen, (col. 
98, lines 24-36, modifications saved and applied to all resources applied to that 
relationship). 

As per claim 12, Anderson et al discloses: 
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Wherein the first screen indicates information of merchandise, which 
the management terminal provides, (Col. 18, lines 48-51, call tables, which can actually 
be physically manufactured in a call center setting since these can be put together by 
hand, and are therefore analogous to merchandise in a call center setting). 

As per claim 13, Anderson et al discloses: 

Wherein the first screen is for inputting contact content to the selected 
representative from the user, and indicates the selected representative as the 
contact destination, (Col. 21 , lines 15-16, shows [in response to] user input for call 
center resource data, where a call center manages contacts as shown in col. 18, lines 
9-12). 

As per claim 14, Anderson et al discloses: 

a providing unit that provides the contact content which is input on the first 
screen by the user, and is provided from the user terminal, to the selected 
representative, (Col. 21, lines 15-36, relationship manager for accessing call center 
resource data, w/col. 22, lines 16-19, providing call center resources to a user, which 
leads a user to take action, w/ col. 9, lines 3-6, message sent to agent is part of user 
action). 

As per claim 15, Anderson et al discloses: 

Wherein the providing unit provides the contact content to another 
representative, which is indicated by a contact destination change information 
indicating said another representative that the user selected on the first 
screen, and which is provided from the user terminal, in a case where the 
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user selects said another representative on the first screen, (Col. 8, lines 6-9, 
selection of one or more resources assigned to new profile, w/col. 98, lines 24-36, 
modifications saved and applied to all resources applied to that relationship). 
As per claim 16, Anderson et al discloses: 

Wherein the providing unit provides the contact content from the user 
terminal, by e-mail, (Col. 9, lines 7-8, Email notification). 
As per claim 17, Anderson et al discloses: 

Wherein said memory stores user information concerning a plurality of 
users who belong to said organization, (Col. 1 , lines 57-58, stores information 
pertaining to customer), and said management terminal further comprises a 
notifying unit which notifies change of representative to each of the plurality of 
users that the user information indicates, in a case where at least one of the 
plurality of representatives who are in charge of said organization changes, (Col 6, 
lines 53-62, generic actions in response to change in call center, where it is shown that 
an Email notification is a generic action in Col. 22, lines 12-13). 

As per claim 18, Anderson et al discloses: 

Wherein said notifying unit notifies each of the plurality of users of the 
change of representative, by sending e-mail indicating the change of 
representative to each of the plurality of users, (Col. 22, lines 12-13, Email notification). 

As per claim 19, Anderson et al discloses: 

a memory which stores representative information indicating a plurality 
of representatives who are in charge of an organization that a user belongs to, 
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(Col. 18, lines 9-15, establishing call center resource data corresponding to a plurality of 
different resources where resources are analogous to representatives, w/ col. 18, lines 
48-51 , shows resource category includes individual agents. In this case, the memory is 
inherent since a the system is computer-implemented, and information must be stored 
on a computer in order for it to be processed), and selection information indicating 
a selected representative who is selected from the plurality of representatives by 
the user, (Col. 18, lines 34-36, receiving selections of selected statistic display options 
corresponding to resource categories); 

a screen generating unit that generates data of a first screen, which 
displays the selected representative that the selection information indicates, 
(Col. 18, lines 37-40, obtaining as a result of selected display options); and 

and which is possible for the user to select another representative than 
said selected representative, (Col. 17, lines 39-42, multiple statistics or screens can be 
opened simultaneously); and 

a screen sending unit which sends data of the first screen to a user 
terminal that the user uses, so that the first screen is displayed on the user terminal, 
(Col. 18, lines 41-43, displaying). 

Response to Arguments 
5. Applicant's arguments filed 10/26/07 have been fully considered but they are not 
persuasive. 

Applicant argues that Anderson fails to disclose Applicants' claimed invention 
since claim 1 recites a first storing step in which "representative information indicating a 
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plurality of representatives who are in charge of an organization that a user belongs to", 
and according to applicant, Anderson does not disclose "representatives who are in 
charge of an organization", and argues that the agents are not in charge of the call 
center in Anderson since the agents are employees, and it is the call manager who is 
actually in charge. However, in the Abstract, lines 1-2 of Anderson et al, it is 
clearly disclosed that the relationship call center management system and method is 
used in a call center by a call center manager or supervisor, and in any organization, 
the manager or supervisor is in charge of the operation. Furthermore, in col. 1, lines 54- 
56 discloses that one of the agent workstations can be used by a supervisor who 
oversees the agents and activities in the call center, not that the agents are in charge of 
the organization, as argued by the applicant. In addition, applicant argues that Anderson 
fails to disclose a screen generating step of generating" data of a first screen which 
indicates the selected representative .... where it is possible for the user to 
select on the [first] screen, another representative than said selected representative". 
However, Col. 17, lines 39-42, of Anderson shows that multiple statistics or screens can 
be opened simultaneously. These screens represent agent statistics. In this case, and 
agent represents a representative since the are representatives of the call center. In 
addition, Col. 1 2, lines 1 -8 discloses the ability to allow the user to select the 
relationship profile display option, and as a result, the statistics for all agents assigned 
to that relationship profile will be displayed within the agent statistics display region. As 
shown, this result occurs on the same display. Also, as shown in Fig. 21 , multiple 
agents, including statistics for these agents are displayed on the same screen. This 
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occurs as a result of display selection by the user as it relates to resources or agents. 
However, the key point is that multiple statistics or screens can be opened 
simultaneously as shown in Col. 17, lines 39-42. This means that a user can select 
information on multiple agents to be displayed simultaneously on multiple windows or 
screens. Additional support can be found in Col. 17, lines 34-38 and Fig. 18. Here it is 
shown that there are icons included on an agent summary screen, and activating the 
icons opens the detail view for each agent. Therefore, when a user goes lo an agent 
summary screen, he is able to click on an icon for another agent to open details for that 
other agent. 



Conclusion 

6. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Akiba K Robinson-Boyce whose telephone number is 
571-272-6734. The examiner can normally be reached on Monday-Friday 9am-5:30pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, John Hayes can be reached on 571-272-6708. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 
Information regarding the status of an application may be obtained from the 
•Patent Application Information Retrieval (PAIR) system, Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. Status 
information for unpublished applications is available through Private PAIR only. For 
more information about the PAIR system, see http://pair-direct.uspto.gov. Should you 
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have questions on access to the Private PAIR system, contact the Electronic Business 
Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a USPTO 
Customer Service Representative or access to the automated information system, call 
800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to the receptionist whose telephone number is 703-305- 
3900. 

A. R. B. 

February 12, 2008 
/Akiba K Robinson-Boyce/ 
Primary Examiner, Art Unit 3628 



